
Governor's Office Incidents Report
7/1/2010 to 7/31/2010 as of 8/2/2010

First Contact Resolution 

Governor's Office

Top Number - Total Incidents

Bottom Number - FCR Met

Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Mobile Devices Error BlackBerry 

Enterprise 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Network Error None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Incident None 1

1

0

0

1

1

Total 1

1

0

0

1

1

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



Low Medium Total

Capitol 

Desktop 

Support

Network Total 2

2

0

0

2

2

PC/Laptop Error None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Hardware None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Virus None 2

2

0

0

2

2

Total 2

2

0

0

2

2

Total 4

4

0

0

4

4

Print/Copy/Sca

n/Fax

Paper Jam None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 9
8

0
0

9
8

Security Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0



Low Medium Total

Voice 

Operations

Telecom Feature None 1

0

1

0

2

0

Total 1

0

1

0

2

0

None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail None 1

0

0

0

1

0

Telephone 2

0

0

0

2

0

Total 3

0

0

0

3

0

Total 5

0

1

0

6

0

Total 5
0

1
0

6
0

Total 15
8

1
0

16
8



Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Mobile Devices Error BlackBerry 

Enterprise 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

PC/Laptop Error None 1

0

0

0

1

0

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Error Total 1

0

0

0

1

0

Hardware None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Virus None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 4

0

0

0

4

0

Print/Copy/Sca

n/Fax

Paper Jam None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 9
0

0
0

9
0

Security Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Voice 

Operations

Telecom Feature None 1

0

1

0

2

0

Total 1

0

1

0

2

0



Low Medium Total

Voice 

Operations

Telecom None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail None 1

0

0

0

1

0

Telephone 2

0

0

0

2

0

Total 3

0

0

0

3

0

Total 5

0

1

0

6

0

Total 5
0

1
0

6
0

Total 15
0

1
0

16
0



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Mobile Devices Error BlackBerry 

Enterprise 

1

0.61

0

0.00

1

0.61

Total 1

0.61

0

0.00

1

0.61

Total 1

0.61

0

0.00

1

0.61

Network Error None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Incident None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 2

0.00

0

0.00

2

0.00

PC/Laptop Error None 1

0.00

0

0.00

1

0.00



Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Error Total 1

0.00

0

0.00

1

0.00

Hardware None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Virus None 2

0.00

0

0.00

2

0.00

Total 2

0.00

0

0.00

2

0.00

Total 4

0.00

0

0.00

4

0.00

Print/Copy/Sca

n/Fax

Paper Jam None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 9
0.07

0
0.00

9
0.07

Security Network Error None 1

0.54

0

0.00

1

0.54

Total 1

0.54

0

0.00

1

0.54

Total 1

0.54

0

0.00

1

0.54

Total 1
0.54

0
0.00

1
0.54

Voice 

Operations

Telecom Feature None 1

0.12

1

0.15

2

0.14

Total 1

0.12

1

0.15

2

0.14



Low Medium Total

Voice 

Operations

Telecom None None 1

0.13

0

0.00

1

0.13

Total 1

0.13

0

0.00

1

0.13

Voice Mail None 1

0.06

0

0.00

1

0.06

Telephone 2

0.22

0

0.00

2

0.22

Total 3

0.17

0

0.00

3

0.17

Total 5

0.15

1

0.15

6

0.15

Total 5
0.15

1
0.15

6
0.15

Total 15
0.13

1
0.15

16
0.13



Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Mobile Devices Error BlackBerry 

Enterprise 

1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

PC/Laptop Error None 1

0

0

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Error Total 1

0

0

0

1

0

Hardware None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Virus None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 4

0

0

0

4

0

Print/Copy/Sca

n/Fax

Paper Jam None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 9
1

0
0

9
1

Security Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Voice 

Operations

Telecom Feature None 1

0

1

0

2

0

Total 1

0

1

0

2

0



Low Medium Total

Voice 

Operations

Telecom None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail None 1

0

0

0

1

0

Telephone 2

0

0

0

2

0

Total 3

0

0

0

3

0

Total 5

0

1

0

6

0

Total 5
0

1
0

6
0

Total 15
1

1
0

16
1



Low Medium Total

Capitol 

Desktop 

Support

_No Tier 2 None None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Mobile Devices Error BlackBerry 

Enterprise 

1

7.67

0

0.00

1

7.67

Total 1

7.67

0

0.00

1

7.67

Total 1

7.67

0

0.00

1

7.67

Network Error None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Incident None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 2

0.00

0

0.00

2

0.00

PC/Laptop Error None 1

0.00

0

0.00

1

0.00

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Error Total 1

0.00

0

0.00

1

0.00

Hardware None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Virus None 2

0.00

0

0.00

2

0.00

Total 2

0.00

0

0.00

2

0.00

Total 4

0.00

0

0.00

4

0.00

Print/Copy/Sca

n/Fax

Paper Jam None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 9
0.85

0
0.00

9
0.85

Security Network Error None 1

0.54

0

0.00

1

0.54

Total 1

0.54

0

0.00

1

0.54

Total 1

0.54

0

0.00

1

0.54

Total 1
0.54

0
0.00

1
0.54

Voice 

Operations

Telecom Feature None 1

0.88

1

1.98

2

1.43

Total 1

0.88

1

1.98

2

1.43



Low Medium Total

Voice 

Operations

Telecom None None 1

0.13

0

0.00

1

0.13

Total 1

0.13

0

0.00

1

0.13

Voice Mail None 1

0.13

0

0.00

1

0.13

Telephone 2

0.31

0

0.00

2

0.31

Total 3

0.25

0

0.00

3

0.25

Total 5

0.35

1

1.98

6

0.62

Total 5
0.35

1
1.98

6
0.62

Total 15
0.66

1
1.98

16
0.75

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155983

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

Mobile Devices

Mobile Devices NoError  0.61TIR:TIR Missed:BlackBerry Enterprise ServerINC000000158877

Yes  7.67TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

Network

Network NoError  0.54TIR:TIR Missed:NoneINC000000152298

No  0.54TTR:TTR Missed:Security Low ClosedGovernor's Office

Network NoError  0.00TIR:TIR Missed:NoneINC000000158921

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000164870

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedGovernor's Office

PC/Laptop

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000157610

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000158928

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000163188

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedGovernor's Office

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000163197

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedGovernor's Office

Print/Copy/Scan/Fax



Print/Copy/Scan/Fax NoPaper Jam  0.00TIR:TIR Missed:NoneINC000000157617

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

Telecom

Telecom NoNone  0.13TIR:TIR Missed:NoneINC000000157108

No  0.13TTR:TTR Missed:Voice Operations Low ClosedGovernor's Office

Telecom NoVoice Mail  0.24TIR:TIR Missed:TelephoneINC000000158316

No  0.33TTR:TTR Missed:Voice Operations Low ClosedGovernor's Office

Telecom NoVoice Mail  0.20TIR:TIR Missed:TelephoneINC000000159826

No  0.29TTR:TTR Missed:Voice Operations Low ResolvedGovernor's Office

Telecom NoFeature  0.15TIR:TIR Missed:NoneINC000000159834

No  1.98TTR:TTR Missed:Voice Operations Medium ResolvedGovernor's Office

Telecom NoVoice Mail  0.06TIR:TIR Missed:NoneINC000000159910

No  0.13TTR:TTR Missed:Voice Operations Low ResolvedGovernor's Office

Telecom NoFeature  0.12TIR:TIR Missed:NoneINC000000163003

No  0.88TTR:TTR Missed:Voice Operations Low ResolvedGovernor's Office


